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ABSTRAKSI 
Penelitian ini dilatarbelakangi bahwa konsumen pada jaman sekarang adalah 
konsumen yang kritis dengan adanya promo-promo yang menarik maka 
konsumen sangat berhati-hati dalam membelanjakan uang. Mereka 
mempertimbangkan banyak faktor untuk memilih sebuah produk atau jasa 
termasuk jasa perhotelan. Harga dan fasilitas menjadi salah satu pertimbangan 
konsumen dalam menentukan pilihan. Pada tingkat harga yang hampir sama, 
Semakin lengkap fasilitas yang disediakan pihak hotel, maka akan semakin puas 
pelanggan dan ia akan terus memilih perusahaan tersebut sebagi pilihan prioritas 
berdasarkan persepsi yang peroleh terhadap fasilitas yang tersedia. 
Permasalahan yang akan diteliti: Apakah harga, promosi, dan fasilitas 
pendukung berpengaruh secara parsial terhadap kepuasaan pelanggan pada Hotel 
Griptha Kudus? Apakah variabel harga, promosi, dan fasilitass pendukung 
berpengaruh secara silmultan terhadap kepuasaan pelanggan pada Hotel Griptha 
Kudus? Tujuan penelitian ini adalah: Untuk menguji variabel harga, promosi, dan 




pengaruh variabel harga, promosi, dan fasilitas pendukung terhadap Kepuasan 
Pelanggan pada Hotel Griptha Kudus secara simultan. 
Populasi penelitian ini adalah seluruh konsumen yang  datang dan menginap 
pada Hotel Griptha Kudus selama 3 bulan yaitu bulan April-Juni 2015 sebanyak 
240 orang. Adapun tehnik sampling menggunakan aksidental sampling dengan 
penentuan sampel dengan rumus slovin didapatkan sampel sebanyak 71 
responden. Analisis dalam penelitian ini dengan menggunakan regresi berganda 
diuji secara parsial (uji t) dan simultan (uji F). 
 Hasil analisis dari penelitian ini menunjukkan bahwa secara parsial harga 
berpengaruh terhadap kepuasan pelanggan, tingkat signifikansinya adalah 0,000 < 
0,05 dan nilai thitung pada harga adalah 5,426. Pada derajat bebas (df) = N-k-1 = 71 
3– 1 = 67, nilai ttabel pada taraf kepercayaan 95% (signifikansi 5%) adalah 1,667. 
Oleh karena thitung lebih besar dari ttabel. Promosi berpengaruh terhadap kepuasan 
pelanggan dengan menunjukkan hasil tingkat signifikansinya adalah 0,000 < 0,05 
dan nilai thitung pada promosi adalah 6,388. Pada derajat bebas (df) = N-k-1 = 71- 
3-1 = 67, nilai ttabel pada taraf kepercayaan 95% (signifikansi 5%) adalah 1,667. 
Adapun fasilitas pendukung juga berpengaruh terhadap kepuasan pelanggan 
tingkat signifikansinya adalah 0,000 < 0,05 dan nilai thitung pada fasilitas 
pendukung  adalah 5,315. Pada derajat bebas (df) = N-k-1 = 71 – 3-1 = 67, nilai 
ttabel pada taraf kepercayaan 95% (signifikansi 5%) adalah 1,667. Adapun uji 
simultan didapatkan hasil bahwa variabel harga, fasilitas pendukung  dan promosi 
terbukti secara bersama-sama berpengaruh positif dan signifikan terhadap variabel 
kepuasan pelanggan Hotel Griptha Kudus dengan nilai Freg sebesar 23,977. Nilai 
tersebut kemudian dengan nilai Ftabel agar dapat menguji hipotesis yang diajukan. 
Nilai Ftabel dicari berdasarkan df = N-m-1 dengan hasil 71-3-1 = 67 diperoleh hasil 
Ftabel 5% = 3,98 Ftabel 1% = 7,02. Dari perhitungan diperoleh Freg  lebih besar dari 
Ftabel taraf sig 5% maupun 1%. 
Kesimpulan dari penelitian ini adalah bahwa ada pengaruh secara bersama-




Hotel Griptha Kudus dibuktikan dengan hasil penelitian dengan nilai signifikan 
0,000 < 0,05 berarti mempunyai pengaruh yang positif dan signifikan dengan nilai 
fhitung sebesar 23,977  lebih besar dari Ftabel sebesar 7,02. Dari hasil penelitian ini 
disarankan kepada Hotel Griptha Kudus untuk memperbaiki beberapa indikator 
yang masih lemah diantaranya pada variabel promosi pada indikator kegiatan 
promosi yang menarik kiranya ditekankan pada promosi yang lebih sering adanya 
event-event. 
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ABSTRACT 
This research is motivated that consumers in today are critical consumers 
with exciting promo then the consumers are very cautious in spending money. 
They consider many factors to choose a product or service, including hospitality 
services. Price and facilities into one of the considerations in determining 
consumer choice. At almost the same price level, The facilities provided by the 
hotel, the more satisfied customers and it will continue to choose the company as 
a selection of priority based on the perception that getting to the facilities 
available. 
Issues that will be examined: Does the price, promotion, and support 
facilities partial effect on customer satisfaction in Kudus Griptha Hotel? Whether 
variable pricing, promotion, and support fasilitass silmultan effect on customer 
satisfaction in Kudus Griptha Hotel? The purpose of this study are: To test the 
variable price, promotion, and support facilities at the Hotel Kudus Griptha 
partially. To test the effect of variable pricing, promotion, and support facilities 
for Customer Satisfaction in Kudus Griptha Hotel simultaneously. 
This study population are all consumers who come and stay at Hotel 
Kudus Griptha for 3 months ie April-June 2015 as 240 people. The sampling 
technique uses accidental sampling to sampling by the formula slovin obtained a 
sample of 71 respondents. The analysis in this study using multiple regression 
tested partially (t test) and simultaneous (F test). 
Results of analysis of this study showed that partially affect the price of 
customer satisfaction, the level of significance is 0.000 <0.05 and tcount the price 
is 5.426. At degrees of freedom (df) = N –k-1 = 71-3-1 = 67, the value ttable the 




Promotion effect on customer satisfaction by showing the results of the level of 
significance is 0.000 <0.05 and tcount on promotion is 6.388. At degrees of 
freedom (df) = N-k-1 = 71-3-1 = 67, the value ttable the level of 95% (5% 
significance) is 1.667. The supporting facilities also influence the customer 
satisfaction level of significance is 0.000 <0.05 and tcount on support facilities is 
5.315. At degrees of freedom (df) = N-k-1 = 71-3-1 = 67, the value ttable the level 
of 95% (5% significance) is 1.667. The simultaneous test showed that variable 
pricing, and promotional support facilities together proved positive and 
significant impact on customer satisfaction variables Hotel Griptha Kudus Freg 
value of 23.977. This value is then the value of Ftable in order to test the 
hypothesis. Ftabel value sought by df = Nm-1 with the results obtained results 71-3-
1 = 67 Ftabel 5% = 3.98 Ftabel 1% = 7.02. From the calculation, Freg greater than 
5% Ftable sig level and 1%. 
The conclusion from this study is that there is influence jointly between 
price, promotion, support facilities for customer satisfaction at Kudus Griptha 
evidenced by the results of research with significant value 0.000 <0.05 means it 
has a positive and significant influence to the value of 23.977 Fhitung greater than 
Ftabel at 7.02. From these results it is suggested to Hotel Kudus Griptha to 
improve some indicators are still weak among the variables in the promotion of 
attractive promotional activity indicator would be emphasized on the promotion 
of a more frequent presence of events. 


















                  Halaman 
HALAMAN JUDUL ........................................................................................     i  
HALAMAN PENGESAHAN ..........................................................................    ii 
MOTTO DAN PERSEMBAHAN ...................................................................   iii 
KATA PENGANTAR ......................................................................................   iv 
ABSTRAKSI ....................................................................................................   vii 
DAFTAR ISI  ...................................................................................................    ix  
DAFTAR TABEL............................................................................................. xiii                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                             
DAFTAR GAMBAR ........................................................................................  xv 
BAB 1 PENDAHULUAN ...............................................................................     1 
1.1  Latar Belakang  ....................................................................................     1     
1.2  Rumusan Masalah ................................................................................     5 
1.3  Tujuan Penelitian ..................................................................................     6  
1.4  Manfaat Penelitian ................................................................................     6 
BAB II TINJAUAN PUSTAKA .....................................................................     7 
2.1 Landasan Teori dan Definisi Hotel .......................................................     7 
2.1.1 Pengertian Harga ............................................................................     8  
2.1.2 Pengertian Promosi ......................................................................     13 
2.1.3 Fasilitas Pendukung......................................................................     16 
2.1.4 Kepuasan Pelanggan ......................................................................   22 




2.3 Kerangka Pemikiran ..............................................................................   29 
2.4 Hipotesis ................................................................................................   29 
BAB III METODE PENELITIAN  ...............................................................   31 
3.1 Rancangan Penelitian .............................................................................   31 
3.2 Variabel Penelitian ................................................................................   31 
3.3 Jenis dan Sumber Data ..........................................................................   34 
3.4 Populasi dan Sampel .............................................................................   35 
3.5 Pengumpulan Data ................................................................................   36 
3.6 Uji Validitas dan Reliabilitas ................................................................   37 
3.7 Pengolahan Data ....................................................................................   38 
3.8 Analisis data ..........................................................................................   39 
3.8.1 Analisis Kualitatif ..........................................................................   39 
3.8.2 Analisis Kuantitatif ........................................................................   40 
3.8.2.1 Analisis Regresi Linier Berganda ........................................... 41 
3.8.2.2 Pengujian Hipotesis ..............................................................   41 
BAB IV PEMBAHASAN ................................................................................   46 
4.1 Gambaran Umum  ..................................................................................   46 
4.1.1 Sejarah Berdirinya Griptha Hotel & Cafe Kudus...........................   46 
4.1.2 Struktur Organisasi .........................................................................   48 
4.1.3  Tugas dan Tanggung Jawab ..........................................................   48 
4.2 Uji Instrumen .......................................................................................... 50   
4.2.1 Uji Validitas ....................................................................................  50 




4.3 Deskripsi Responden ............................................................................    57 
4.4 Deskripsi Variabel ..................................................................................  60 
4.5 Analisis Koefisiensi Korelasi ........................................................           65
 4.5.1   Analisis Parsial ...................................................................           66 
4.6 Koefisiensi Regresi Berganda .......................................................           69 
4.7 Uji Hipotesis ............................................................................................ 71 
4.7.1 Uji Parsial ...................................................................................... 71 
4.7.2 Uji Simultan ................................................................................... 73 
4.8  Uji Adjusted R Square ..................................................................           75 
4.9  Pembahasan  .................................................................................           76 
BAB V KESIMPULAN DAN SARAN ...........................................................  80 
5.1 Kesimpulan ..........................................................................................  80 
5.2  Saran ...................................................................................................  81 
DAFTAR PUSTAKA .......................................................................................  83 











                                                                                                                     Halaman 
Tabel 2.1 Penelitian Terdahulu  .........................................................................  24 
Tabel 3.1. Data Skala Likert ..............................................................................  40 
Tabel 4.1. Hasil Uji Validitas Instrument  Variabel Harga (X1) ........................  50 
Tabel 4.2. Hasil Uji Validitas Instrument Variabel Promosi (X2) .....................  50 
Tabel 4.3.Hasil uji validitas instrument variabel fasilitas pendukung  
                  (X2) ...................................................................................................  52 
Tabel 4.4 Hasil uji validitas instrument variabel kepuasan pelanggan  
 (Y) ....................................................................................................................  53 
Tabel 4.5. Hasil uji reliabilitas instrument variable harga (X1) .........................  55 
Tabel 4.6. Hasil uji reliabilitas instrument variable promosi (X2) .....................  55 
Tabel 4.7. Hasil uji reliabilitas instrument variable fasilitas pendukung 
               (X3) ....................................................................................................  56 
Tabel 4.8. Hasil uji reliabilitas instrument variable kepuasan pelanggan 
               (Y) ......................................................................................................  56 
Tabel 4.9. Jenis  Kelamin ...................................................................................  58 
Tabel 4.10.  Usia  ...............................................................................................  59 
Tabel 4.11. Pekerjaan  ........................................................................................  60 
Tabel 4.12. Deskripsi Variabel Harga ................................................................  61 
Tabel 4.13 Deskripsi variabel pormosi ..............................................................  62 
Tabel 4.14  Deskripsi variabel fasilitas pendukung ...........................................  63 




Tabel  4.16 Koefisiensi Korelasi ......................................................................... 65 
Tabel 4.17 Pengaruh Harga terhadap kepuasan pelanggan ................................  67 
Tabel 4.18 Pengaruh promosi terhadap kepuasan pelanggan ............................  68 
Tabel 4.19 pengaruh fasilitas pendukung terhadap kepuasan pelanggan ..........  69 
Tabel 4.20  Koefisiensi Regresi Berganda .........................................................  70 
Tabel 4.21 uji hipotesis variabel harga terhadap kepuasan pelanggan ..............  71 
Tabel 4.22 uji hipotesis promosi terhadap kepuasan pelanggan ........................  72 
Tabel 4.23  uji hipotesis variabel fasilitas pendukung terhadap kepuasan 
                   pelanggan .......................................................................................  73 
Tabel 4.24 uji simultan .......................................................................................  74 














                                                                                                                     Halaman 
Gambar 2.1 Kerangka Pikir Teoritis ....................................................................  2
 
18 
 
 
